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FIG. 3A

2

)

TELEPHONE NUMBER NUMBER OF CALLS INCOMING TIME
XX X=X X X=X X X X 5 10: 32
FIG. 3B ?
INDIVIDUAL DEALING INDIVIDUAL DEALING
TELEPHONE NUMBER UALD UALD
X X X=X X X=X X X X 1 3
DURATION. | ACCUMULATED . NUMBER OF
(SECONDS) _|DURATION(SECONDS)|  RATIO (%) TIMES —
CONVERSATION 3 60 60
SPEECHLESS 2 5 5 1
PAUSE 10 35 35 2
FIG. 3C 431
NUMBER OF TRANSFERS | TELEPHONE NUMBER | RELEVANT DEPARTMENT
0 X X X=X X X-X XXX | GENERAL AFFAIR SECTION
1 X X X=X X X=X XXX | THIRD BUSINESS SECTION
5 X X X=X X X=X X X X FIRST BUSINESS SECTION
FIG. 3D ;
NUMBEROFIN-| INCOMING | ... INCOMING
TELEPHONE NUMBER | cOMING CALLS | CALL CARD CALL CARD
X X X=X X X=X X X X 3 T T 3
NUMBER OF CALLS INCOMING TIME

1

0 10:35




¢ chibuy Ov~S2 1 ehibuy 09~0S € 4
g zalws E~1 RETITES 0Z~0} 0 L
TIAITNOOI | INIOdTVLOL | | TIATTNOOI |gnraadioL INIOd | S0RiadSSIH
— | — -,
% By bld 4P 'Ol A
ol %0W 8 2
av ©ld : s ~ ‘ F ¥ Old
X3aNI ONNF34 |, JAAISSL INIOd [ SEASAVEL
-, -,
aZ oL
£ 2 0z SANOO3S O}
dv 9l 0 1 0t 'SANOO3S § Vv 9|4
INIOd [ STS JNINOD | |x3aNI N3] IWIL ONILIVAM
-, —J
a. V.

s

OREYPREQS 0807

dv ‘Old



q $SI™aAav | 80IApY
e $S3¥aqQV 161 gowg
SS3IHAAY |31 IHLANY G3AI4SI0 38 OLNOI

W~ MY Ol

16z ghbuy ub 1 ghibuy ee (%)S £ ! 09
a3Av1dsIa A3IAVIASIA || Ni0d Lol |, J03dSSTT | SYIASNVAL [ STIVOONINQD [ ¥3ANI
39 0L2NODI | 39 0L L NODI -HJ334S A0 OlLvy| 40 S3GINAN | NI 40 H3GNNN | ONMFI4 TvI0L
o ' Ol
L 90IApY G~0 0 0 162" ghbuy S3A 2 chibuy
b 80IApY 0 p~¢ 0 16" ghibuy ON L ghibuy
€ 92IApY 0 2~0 0 16°2 Zajiwg S3A 2 29jws
| 9QIAPY 0 0 £~0 1671 gopws ON I gorws
Q034 SSTT | SYFISNVAL | STIVD ONIWOD A3aAV1dSIa | SINLI0 Y3
FO3IAAY 11453345 40 O1Lva| 20 93aWNAN | NI 40 S3aWAN 3G OLNODI |-AN40Aviasia| 13AITNODI
1/ v 'Ol M. HY 9Ii4

PEE 25 IROFL




e

TLRLO80" &

FIG. 5

LIST OF NEGLECTS

CALLS FROM CLIENTS BELOW HAVE BEEN NEGLECTED.
CALL THEM NOW IF POSSIBLE AND ASK WHAT THEY WANT.

No TELEPHONENUMBER = NAME MUMBER OF NEGLECTS FINALRECEPTION

1 022-456-1111  FUJIKO TATEBAYASHI 3 2000/3/2 16:23
2  023-321-3333 FUJIO KOYAMA 2 2000/3/2 14:10
3  022-234-4455 MICHIYO KAWASAKI 1 2000/3/1 17:30
4  022-289-5678 TOMIKICHI SHIKANUMA 1 2000/3/2 10:10

_______________ 1
|
|

'TO OUTGOING
{CALL SCREEN !

END
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FIG. 6
(' smRT )

|
S1—— CALLARRIVES

S3 —— CREATE INCOMING CALL DATA
[

S4 —— DISPLAY HISTORY DATA

[

S5 —— CALL BEING DEALT WITH

>

S6 —~— CREATE INDIVIDUAL DEALING DATA

PAUSE SPEECHLESS
.5 . NDITIONS
\ TRANSFER s1o\
MEASURE AND RECORD RECORD NUMBER OF
PAUSE DURATION AND TRANSFERS AND RELEVANT gggggg@’g@ IE)ECR?\%%N
NUMBER OF TIMES THEREOF|  |SECTIONS
i
DISCONNECTED?
NO i
- T YES
S12—— UNTIL DISCONNECTION @
514 —_| RECORD NEGLECT
DATA
|
S13—— UPDATE DATA

C EILD )
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s21
NO
WSE BUTTON

YES

S22~ MEASURE PAUSE DURATION
I

FlG 7A DISPLAY (CHANGE) ICON

. 523 CORRESPONDING TO
PARAMETER

S24

CLEAR PAUSE

S25 — WRITE PAUSE DATA

( END )

NO

HO" &HY92 S BB

£

K
g

o

NO

C START

)

S31

TRANSFERRED ?

DISPLAY (CHANGE) ICON CORRES-
S32—— PONDING TO NUMBER OF TRANS-
FERS AND RELEVANT SECTIONS

FIG. 7B

CLICK TRANSFER
BUTTON

\ YES

WRITE TRANSFER DATA

(o )

S34
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S41

NO SPEECHLESS

FIG. 8A

STATE STARTS

YES

sa2—]  MEASURE SPEECHLESS
DURATION

|

DISPLAY (CHANGE) ICON
S43— CORRESPONDING TO
PARAMETER

Sa4
YES SPEECHLESS
STATE CONTINUES

S45—~— WRITE SPEECHLESS DATA

C

END )
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NEGLECT DATA

—— S51

S52

FIG. 8B

PREDETERMINED
NUMBER OF TIMES ?

NO

S53
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DISPLAY LIST OF NEGLECTS

( END )
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RECEIVING ! - !
| ICONDISPLAYAREA !  ADVICE DISPLAY AREA
KEPT CLIENTWAITING FOR4SECONDS |+~ "~ y e |
TELEPHONE 3
0223334444 INCOMING | [ QUTGOING
NUMBER | CALL CALL
= RETRIEVE
RETRIEVE || RETRIEVE )
o TELEPHONE|| ACCOUNT || CHIENT PAUSE || RISGON
i
:*3 ( CLIENTINFORMATION |  DEALING HISTORY |  DEALING PATTERN )
%3’; .
0 " SSoalee e 3548 QPERATOR, sacHike AT 7+~ ~| A [OPERATOR][TATSUO FuJI]
5 CONDITIONS OF CLIENT: NORMAL
: INQUIRY: CLIENT HAS NOT RECEIVED PAMPHLET HE OR SHE REQU- CONDITIONS OF CLIENT
= KHEN IEOTORRENET NG OUND WOELVeRY LT || [FAVvORABLE [V
TAKE IMMEDIATE ACTION (PERSON IN CHARGE: SASAKI OF FIRST
i) BUSINESS SECTION)
£ e R e e e e e O e e
= 99/09/12 6:45:48 OPERATOR: KEIKO ABE I v
ot CONDITIONS OF CLIENT: FAVORABLE |
555 INQUIRY: PROCEDURE FOR SUBSCRIPTION TO NEW SERVICE
o ACRI\C/I)N EXPLAIN SERVICE AND HOW TO FILL IN APPLICATION T
= FO v
A
PLAY [PAUSE| STOP | REC
v REGISTER
< [ T» COMMENT
0223334444 0191112222 . INTO INCOMING CALL
2:15PM FEBRUARY 14 (MON.) WAITING STATE
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FIG. 10A

RECEIVING
KEPT CLIENT WAITING FOR 1 SECOND
TELEPHONE

0223334444 INCOMING || | ouTGOING
| | CALL CALL

RETRIEVE

RETRIEVE || RETRIEVE )
TELEPHONE|| ACCOUNT || GRENT PAUSE DISCON
RINGING

KEPT CLIENT WAITING FOR 3 SECONDS

TELEPHONE
0223334444 INCOMING || | OUTGOING
NERBER | | CALL CALL
RETRIEVE
RETRIEVE || RETRIEVE
EN DISCON-
TELEPHONE|| ACCOUNT || SLENT PAUSE NECT
e e
KEPT CLIENT WAITING FOR 20 SECONDS TIVE
TEREEONE| 0223334444 | INCOMING || | QUTGOING
RETRIEVE
RETRIEVE || RETRIEVE
CLIENT DISCON-
TELEPHONE|| ACCOUNT || CLEN PAUSE DISCC
RINGING KEPT CLIENT WAITING FOR TOO LONG TIME.

KEPT CLIENT WAITING FOR 30 SECONDS

%IFI:AOELOGIZE CLIENT FOR WAITING FOR LONG

TELEPHONE
0223334444 INCOMING || | QUTGOING
I&JMBER ” —I CALL CALL
RETRIEVE
RETRIEVE || RETRIEVE i
TELEPHONE|| ACCOUNT || SLENT PAUSE NECT




FIG. 11A

THE CALL HAS BEEN TRAN- i
SFERRED THREE TIMES
T

T A
KEPT CLIENT WAITING FOR 4 SECONDS 3 || CLIENT WANTS AND CALL BACK.
TEReEHONE| [ 0223334444 | [[NcomMNG | [ ouTGOING | [RECEVANT
CALL CALL SECTIONS
RETRIEVE
RETRIEVE || RETRIEVE | | BT s Seo ] |
TELEPHONE|| AGCOUNT || SHENT PAUSE | | RESY | |Grasraushessseoronmoar

2-THIRD BUSINESS SECTION, 111-1133
1-GENERALAFFAIR SECTION, 1111112 -

( CLIENT INFORMATION | DEALING HISTORY T

FIG. 11B

l NO CONVERSATION j

HHO" bhY9d266B0

T R
KEPT CLIENT WAITING FOR 4 SECONDS WORDS, CALL BACK AFTER INVESTIGATIONS.
TELEPHONE
0223334444 INCOMING || | OUTGOING
NUMBER ” | CALL CALL
RETRIEVE
RETRIEVE || RETRIEVE -
TELEPHONE|| ACCOUNT || SHERT PAUSE DISCON

FIG. 11C

[ INCOMING CALL NEGLECTED )

FOUR TIMES TODAY -
/
N e
KEPT CLIENT WAITING FOR 4 SECONDS CLIENT. '
TELEPHONE
0223334444 INCOMING || | OUTGOING
RGABER | | CALL CALL
RETRIEVE
RETRIEVE || RETRIEVE -
TELEPHONE|| ACCOUNT || SRERT PAUSE Near
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